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Internet has become one of the needs in today lifestyle. This also has been influenced the banking 
institution. However, the adoption towards this technology is still limited despite the numerous 
benefits that the online banking offers to the customers (Estrella-Ramon, Sanchez-Perez & 
Swinnen, 2016). As for Malaysia, online banking started to develop in the year 2000. The term 
eBanking used to represent the paperless and internet banking services. The first bank that 
provides the online banking services was Malayan Bank or also known as Maybank. Maybank 
maintain its' image as the largest domestic bank in term of asset and also as the network 
distribution that commands it own portal. This study investigate the perception of banking 
customers towards the adoption of online banking in Malaysia. The questionnaire distributed to 
1 15 banking customers in Malaysia. The questionnaire focusing on the independent variable 
which are trust, usability, reliability and service quality. Descriptive analysis, reliability and 
validity tests, and regression analysis will be conducted using SPSS 21 package. The study shows 
that trust and usability have negative relationship with the perception on adoption of online 
banking while reliability and service quality show a positive relationship with the dependent 
variable. The research also suggested that the bank institutions can try to find a way to get the 






'All Praise to Allah' 
All praise to Allah to give me a chance to complete my final year project on time. By completing 
this study, one of the requirement for graduation have been fulfilled. 
First thing first, I would like to give a special appreciation and thanks my advisor, Dr Norashikin 
binti Ismail who had spent her time to help me to finish my research. All her help, 
encouragement and advised are one of the biggest distribution to me to complete my research. 
Not forgotten, my beloved parents who always supported me from behind in every'thing I did. 
Besides that, my family members who always have a time to help me when needed. All those 
help means a lot to me in order to complete the study. 
Next, my special thanks to my final year project coordinator, Madam Aflah binti Isa @ Darami 
who always willing to help my friends and I before, during and after the final year projects 
were in progress. 
Finally, to all my friends who involved directly and indirectly in helping during the progress to 
finish my final year project. 
Alhamdulillah.                                                  
                                                                                           IV 
TABLE OF CONTENT 
AUTHOR'S DECLARATION 11 
ABSTRACT 111 
ACKNOWLEDGEMENT 
TABLE OF CONTENT 
LIST OF TABLE 
LIST OF FIGURES x 
LIST OF SYMBOLS 
LIST OF ABBREVIATIONS Xll 
CHAPTER ONE INTRODUCTION 1 
1 .1 Introduction 
1 .2 Research Background 2 
1 .3 Problem Statement 3 
1.4 Research Questions 3 
1.4.1 Main Research Question 3 
1.4.2 Specific Research Questions 3 
1.5 Research Objectives 4 
1.5.1 Main Research Objective 4 
1.5.2 Specific Research Objectives 4 
1 .6 Significance of the Study 5 
 1.6.1 Industry 5 
 1.6.2 Researcher 5 
 1.6.3 Banking customer 5 
1 .7 Scope of the Study 5 
1.8 Limitation of the Study 5 
1.8.1 Limitation in having an accurate result 6 
1.8.2 Time Constraint 6 
